Collector Expectations Template
NACM Connect Law Firm Forum 



Performance Metrics

· On average, has a minimum of ______+ contacts per day 
· On average has ______ A/R Meetings with billing attorneys in the course of (a month/quarterly) 
· Over the course of a week, secures  _______ payment plans, including temporary payment arrangements.  
· Over the course of the month “touch” all accounts > $ ____________ and > _______ days past due at least [once/twice] 

Organizational and Time Management Skills

· Effectively manage multiple competing priorities and deadlines by organizing tasks, adjusting to shifting demands, and ensure timely completion of high-quality work
· Effectively prioritize working accounts based on management priorities, specific attorney requests, dollar amount and/or aging

Collection Process

· Take a proactive approach toward to collection of the firm’s past due receivables utilizing all available communication means including email, telephone and correspondence.  Changes approach and increases frequency as necessary and appropriate.  
· Escalate accounts when efforts have not resulted in payment in full, a settlement agreement for a reduced amount or a payment plan or where an impasse has been reached.    
· Escalate accounts when appropriate to the billing partner, manager, director or CFO 
· For attorneys whose inventory of past due accounts cannot adequately be addressed by email, schedule and conduct periodic meetings with the billing attorney 
· Cognizant of the best method of communicating with clients or their assigned attorneys whether it be via email, telephone or scheduling a meeting.   
· Able to identify payment patterns or trends which could potentially place the account at risk or require follow up

ebilling 

· Understands what each matter status means in BillBlast/eBillingHub and its resulting impact on payment
· Identify when certain matter statuses are appropriate for follow up and/or escalation:

· Requires Followup - ______  days has passed
· Accepted - _______ days has passed 
· Deductions – Remaining Payment Pending -  _______ days has passed
· Submitted – Monitoring for Client Approval – _______ days has passed
· Submitted – Monitoring Incomplete Tasks - _______ days has passed
· Deductions Appealed - _______ days has passed

· Understand and utilize the various levers which can be used to “move the ball forward” and ultimately result in payment
· Able to identify and locate contact information for individuals who may be able to influence payment 

Credit 

· Able to identify types of matters which could potentially impact clients’ willingness to pay
· Able to identify factors affecting clients’ financial ability to pay and put into place measures which balances the firm’s need for new business while protecting the firm from the risk of unwanted loss 

Compliance

· Obtain necessary write-off approvals prior to writing off an account in accordance with firm policy 
· Promptly facilitates write offs when requested
· Obtain appropriate approvals prior to providing a credit reference and audit information. Copy billing attorneys on responses to requests from clients for statement of accounts or invoices 

Use of Collection Software, Forecasting/Projection Software & Technological Skills

· Properly document all collection activities in collection software in accordance with department policy.  This includes but is not limited to:

· Comments re: completed activities
· Promises to pay
· Payment plans
· Appropriate category or status codes
· Adding and summarizing email messages
· Set appropriate and timely future “To Dos” or follow ups 
· Client contact names, titles, email addresses and telephone numbers 
· Ability to schedule, reschedule and cancel Outlook calendar invitations 
· Emails reflect complete thoughts, correct grammar, punctuation and spelling. Furthermore, they are concise, clear in the message they are conveying, information requested or action to take 

Communication & Client Service 

· Promptly and accurately address any inquiries from clients, attorneys or staff
· Anticipate questions from clients, attorneys and staff and provide sufficient information so emails going back and forth are kept to a minimum 
· Status reports to management accurately and thoroughly convey the status of collection of any past due balance including applicable dates, name/position of the client contact and the 4 Ws and H.  Furthermore, it should be complete and unambiguous meaning that the documented status shouldn’t lead to additional questions.   
· Generate reports providing complete information for clients, attorneys or staff
· Take ownership by facilitating answers to inquiries collaborating with cross-functional departments 

Collaboration & Improvement

· Attend and actively participate in webinars or conferences designated for professional development
· Actively participate and provide feedback in department meetings 
· Identify process gaps and possible solutions to increase the collection of revenue
· Continue to seek ways to improve efficiency in the collection of overdue accounts

Relationship Building & Promoting the Collection Department

· Build rapport and develops professional relationships with assigned billing partners and their legal assistants
· Accommodate the billing partner based on their specific preferences, likes and tendencies	
· Continue to politely offer to contact client regarding payment particularly where prior efforts by the billing partner seem to have been unsuccessful 
· When appropriate, share “wins” with the billing partner

Familiarity and Knowledge of Laws

· Attorney-Client Privilege and Attorney Work Product 
· PCI Compliance
· Credit card network rules (agreement, not law)
· States which prohibit credit card surcharging 
· HIPPA – where applicable 
· Bankruptcy law 
· Effect of automatic stay
· Claims filing deadlines
· Preferential transfers – 90 day clawback period 
· Fair Debt Collection Practices (FDCPA) (optional as it only applies to 3rd party collections but a good framework of what to do and what not to do)
· Legal theories for the recovery of attorneys fees and costs and prerequisites 
· Breach of contract – demand for payment usually a prerequisite
· Account stated
· Quantum Meruit
· Unjust enrichment 
· Statute of Frauds – e.g. guaranteeing payment of the debt of another 
· Statute of Limitations – state specific 
· Time period to pursue legal recovery 
· Time period to file a claim for negligence or legal malpractice 
· When that time period begins to accrue (start) 
· When a release or mutual release is appropriate 
· Effect of acknowledgement of debt and when to request 
· When should a promissory note, payment plan agreement or acknowledgement be used. 
· Laws pertaining to the application of client remittances 
· Accord & satisfaction 
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